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(stiftbFtFrtfimFi) 

11 1998 

m W. 670( 31),—PWR, alPiPm 1938 (1938 ^ 4) ^ tlRT 114 ^ ^^blRT (l ) WIT IHW ^ 

PlHftinafl ■f^TW ■JpUlft t, 3 T*lh(:—■ 

1 . -ii'q—^ Ppim'i’ ftqKui fm, i 998 %i 

2. pinjifr'n'—■PpR <iitiK''i Tinwi -^itn 411 ?^ '«fbiT : 

■*!]?; 31^1^ ■q^lTRTtm lit ■'5010%%%^ 

■jfbiT 10*^41 ■ftnpnnT ■ 9 ?^ vr 'Pppff ar^flu^if ■'pi ■^titfli't 1 

3. —TT Pi9»iT'w 4 )hi 

Pt'Mtfl (IRl ^ TJl % I 

("V) 1938 ; 

(ia) siMirt; 

(■ 9 ) 3^lT-3wiiff^^3i tiH 

" 9 ?) "^^nr ^Irf] % j 

(■*1) ’iTpfPr nmu'Ji fWi" pjtiHui ■*ft 9 T Tmi«iK (<i'!j) 9 «fp'n) sifiiPm, 1972 ^ tnir 9 ■^wiro (1) % 3 r^^W 
■SRnf ' 9 ^ HWlO ■9^’fl 3 iir^Ml TfbTI ; 

(■®) '‘■?TTMlftwT’’^fMq’is%-S9fM9*T(i)^3TMh-Tf^MkT^iRiTC^?nMlf»ram 

(Ti) '‘MbiT’9f^'’-^3rfMfM^^ura64’9MftP^e9ftii^MWi9f^3fliBTwrMbn-9f^3TfM^t; 

Mwi«ti i7(2)/94~MbTTMl, tirdn 23 - 1-1996 wirf«nPmfMwim3TfM^t; 

( 1 ) 
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(’3T) 

41hi TTr^TTO^ 4Hn ^ “t"; 

(3T) 1956 

5.’ ■^qr mRm^; <*iI T?TPF(tPl0hiq—(1) HR'<?;’q>TRqT’?nTft Pl^hNTWrf^q^’ yf^«6 ■sfrRT abHH-fl ■qnR^^Rqi' 

tjWti 

(2) 1^4tRT^ ^iHi-Mfli ^ tTjTirft w ^ ?\i,m itn \I 

(3) TTRft ■pfq^rq ®rT^ ^k«(k ^ V Rn^, f^rq^ wrlrr ‘qjT Pi’^f'^-i 'ft 'STPft xfin*!! ’q^^nr; 

’q^r fif? MTRfH 41 4tRT ftnq ^ ^r^ft Riw % irqq % wft ^Rf i 

6* —(l) ^iitfl fn^H*il %" n^l'Ji'1 % Rm qr <5tRl ^r^«6 ®HfVi*iT^ •’Ami I 

^TTJRft^ ^®(l afnf^ qjJ 1 

(3) ^ RtjRw ^ PiHRiRafl "ft ft^rcr’®rT% "qr^ ^Rrfti ^ ft*TR Rq "ft ■qft 'JirR'fl ; 

yif^i6<ui afr^ro— 

(’?5r) ^Irt wRiPiRrf^^^ ^rnftTi^rq^T: 41q^4ftTT '!6K^K^ ^i^K'j|4tqT^K«rR ■ft'qqr-Rq) yRiPif^’i^— 

(R) R^T ylaPirtT—"^KFr 

7, RidfRifM—4ftT M ^ wPt ■% %q ftrgqn 'fli^'ii aftc ^ 'ft "qn! ^ftir: 

TEg; fqr "3^ ^Rw %3 ^ ^rrg *q^ qiRjr’^nff qjtnn 

(2> ^IRft TtW 'a^Iw;^^'H»^H % 3^q^K ^ ^ ^ 'ftiq ^ Riii^ ^ ftnft 

(3) R'ft 4ftTT miHhc^x^i ^ ft4t 'Jiii^'d qr % ’Pt^ ^ qr^ >(t<iiftn 

^ fqftrwT ^ I 

(4) 4tqTyi(^ah<vi^"qR^"^i^ft3iq^K’^FfttTft^‘ftqr 
RW'qRR^nri 

9* 4bl ml^WrM^f (1) ^^IW^^^fl'^'^T5t ■RiRft3^■■-t^|q|^^q^'^NI^%'ft^^1’ft qiW^TRfti'R^ 

‘^^flRTT I 

(2) % apR »# sftr 4ftft’4t ^ i 

10. TF^T^l4ftT^Rf^«hrft?n :—(i) "qr'^U®!«;OTT^i^-’^FTq'^ 

ftrfif^f^TsnRi 

(2) '^IRftf^T^ 3ft^^cTiiRni 

( 3 ) R!i«hiqnf % ftr^’ciRft -arRiBhiR^^i 'ftnr wpff 1 

( 2 ) 3^lw^.5^yft^ a^rft ^ ^Rft ft' aRT^t '^^i^ni ■qft Tjftr*b "qft ■ftqnt ^ rSkmi i 

(3) qft aftr Hfl 6 in*RTf, % ^ 4 ^l(l'J^’q 5 t'Ri:^^^, 'T% ^ -ST^ WT^ W '^1 ftFTqf 

% 3nit^ % WITT R4t4tRT igRT "TOrq ■^smtft I 

(4) aiftw «M«;n?In ■qRft^r^Rqr’q^ftqR'qjWi 

(s) %“'q>Frf^FT“^nrs'?TRft ftHTiq"q^t ’^^nr^TTI 

(6) ^fii^l Pi^M^ ^ ^<im 4 "qSt '^Ri*i ^*11 a^lr ^i^-^ti4'i%" 01(^41 "qn ^tiViii 

(7) 'sftr *5t>4'^i{l*3'^ ^ 4lft ^nw ^ 3 ^ 4Ihi ^*^Pi4l* "sri 4t 4bHi i^, ^i^qnr ft 

l^fPTT ®IIH^fT ftw '^TRft ftrinq ^ TFFT-RR^ "'R ftrPrfH^ "RfRIT : 
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OT^I*^ ^ TW ^ «hK<<K ^ ^\^\{^\ sbK^R 

^fNr Bb^fW % 'TO^-TO^ ftttiV ’^’ ^RT ’^nxjTiT i 

( 8 ) yf^Bfi TOT WKT ‘PT)^ ’^RTT ^ flTWT ’Tf ^fTO % "^f IfW | 

:—w WT-WT^ a^4lH I ^3TR 

^ ft^rm ’^' 'Pnr -^NpfPtrf iim ^Pt^h ^ 11 

12. 311^51^^1^^ ^flPw—(l) Pi^-iPhRSf^ yi'<l ”3^ "yr ;— 

(^) ; 

(xsr) TOT ^iRfl^b ^ PuiBhfl ; 

(n) miRh^ % % 3T3HR -qr iftPr^n toitt Pr^ ; 

('^) "*(^1’Ptto? "^nrr ^ ; 

(:^ TO^f % PlHdll)’ ; 

("^) ^ 3nP?r % ^ ftpir w ’^fPrr i 

( 2 ) TiftpTTO ^ HIHWif ^ ^ 3^ Pl^KI«f % 3RTTf?[ ’f ^ '*Tp; «ftPT7! ‘scrf^ ’?T«TT tTJtxt^ 

TO^T hkvhR^ ^<k RiRsin i^tHi ^1 ^^TRn % TTt '^<l*1^^^^l^l 'sfR ^ <i^M ^ 1 

(s) Pf)'WT"dPr 'Jii41 I Rfi^MHci firo Pt^^r 

'if^n %'m 3ifirn fjVii I 

13. (1) Pf i BhHn i, wr in 3TRrfv^ % ^ ftr^rom 3^ 

^ f^T^nff drfV^fnftnr % 3 ^ ’^flMi^bnl 1^re% Pr^ fti^i^n %, 'tost ^n fefispT ^ ^tVtt 1 

(2) ftlBbHH ftiRafl W\ Tfpp 3fR Pfl^bNflBbfli ^TT 31fT% TOT TRTT^Tftn ^ 

%* 3FT "n^t 3^ P*iti^ Pit*f^TBbFTTT 'btP i^, 3FT ITT "^iT^lPjT^ %“ ^RT f^T3 "RT pT'^^ 

1TOTT%, iTft^’ii'’e^TppT ftl^bNH 3rTR^^'^3«^, PviBbHiltibflf^’g^TTpT^'ST^Jt^^STT MpMI^I Wfl 

1TTT’FTC P^ron I 

( 3 ) 1 ^ filcMHCI TT^ Vi*n * — 

(■2?^) ftlBbNHBbnf ^ Vt %^bNn "^pf Pfl^T^ ^tPtTT «f]H|Bbni Plfi3l?t ^ ^HIBb^lf 

f^T^ron "TSHfr^’ITT "Ppr ’M«iPm ^flMi^tidi ^ '8F^ TOi HITP^ ’QI^FtF 

3TR 'm\ 3 ^afTT ^ ITT P fl Bb i qn^h ^f, ^rfpTTW.TOT 3^ P^T^ 3?TT ^ 3 ^t, 

(ft) tot ^'FT^TO ^ ^TTI^’^TT^ ft P?T^Tn^T?T^T>nf ■%■ 3T«TT^T;33F^ 3H^ 3FT T^ "^Ff 'fpTT int 

(F) 'ftTFTTFF Pf^ "FFTF PtFF ’’F’^T!ff i^" PTOI^ f^TF Pb^’^FTFT^F, 3TFtF?TT FF ft F^FFT % ’BTTT^fFT^’^rf^ 

%FTFFPt Mpin «ft I 3TT^ir^F^ "TCngm ^ WF^TT^J^ Frf FT^FT ; 

14. (1) TF^FT Bb l ^gT I^ftF^'^fa^ FP;F3 3f^ 4THyn i’^’TTtPTFF 13 %3FpTFF (l) (2) Ff% 

fF^ F?t^ "Srf^vFT 3iHni FFiFT i^ : 

FF^’^PT) ^TT^F^F^F’n^’'^ 3TF^-3TF%Fnif %FF«pT’^^3rTWTFrWr3ff fPfTFTOFFRTT^ 3f[T’^’F^3rTFFWFF5T3T 

t, ipFT FFfP 3F^T»T F«F^ FlHflblO ^Bfi'pT?! FF FFRTT I 

(2) 31FF^f4f’ ftTFTTFF Fn Pri3TF ^ FT^FT^J^FjVtT I 

15. TOT Fft F^ RrmilRVir : ( 1) ^TF ’ftTFiTF?TFiFf 4l*1l«tint % ^ P^PflTfl '^T^F % 3T^FTC ^ 

STOTFF^H tot # Flf r^ I Bb l FH Fn PtF3TF, 3TOTFF^ fP F^FFTFT FT3T t ’rfT ^ PlF^lftVT, F!T FTF^ fP 

hRRfRifI’ ^3^ FF^fll f, FiWi R^^^lM fPfPtFT Pfl<bl^n«bnl 3p^‘^fPrt^’5EfpTT''!bH4^ 'psft I "fFyiilR^ff PnF)lF^ Fft 

FTPf toPST TTC FT3 FFT Fp 3TTT^ I 

(2) Fft PlBbHn«h'd 3TT*F^F*^H Fp PtHiIRvI ’F^^BbK FRFT % "dt "FF Ri'tiiRj^l Fp "yTtFr Fido %15 ’Mt' Fp 'pTR PiRsm 
F^JFFT 'pJtFTi 3TI*F^F^-1 ^ 3TF^ F^l^Pl Fp "Sfe F7^ FTC FF F3 F>FF FT^ ’PtT 3FFP i^TFTfFF % ^ <fPtF PTF^ft 

% Pf?; aF^F^F^ TOT fP F^ "% FF PRFT FFT PtfTOT 3^ FFF FF FftFiR 1 


(3) RlM^lRviFit’TTC'STpT ftl^NflF^ni’^FTFT ^^"PT FF’FTFipFT F^t ^TJFR 41m+ni, TOF 

■ftrcrftF ftft % 15 P^ ^ 'fPir pTFnft^ Ptff^ ff 3tfftff ®tR*ii 3?R 4VH/^nf 3 tt^f^f^f F?t ’^3% < 
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% ^ MRR^Ri^Tf % I 

(2) H'HK RiRan ^1*11 ’^0% ’®F®rT ®fiVii l 

'TC^ ’TO WT ^ ^ flfWWn^nl TI^ ^ 

^ "JITOPT^ %, (^fT3!nPft^3fR^fF*T'»^^ yRl«fR3I^ 

^ptnn 

( 3 ) f nf|_«M*in HIKl cfi'l +nfl^ *t)) M’^lci ^Ml 1 

( 4 ) ^ TlRr ^ ^iRffl 4\HT<T>aI ^ I 

( 5 ) ■4^%3iFTr'^^ nifl^a 'fhR ^Hiabni ^ 

^ 3?lT StrftTR PlMdKI % I 

(6) 4)hiW, (5) 

^*111 

17, l)d4ld ^3If4)^RV'% MHuiim—R fiahnna^nl, ’RpT^t 16 ^ ^hRih+i ( 5 ) ’% t41^Ri ^'oi-11 % Tit 

Tanz ^ «^ R tRq m ^ % 1 




19. % WT’^ JJ^R^^ri1«^l^ f^Pl’MIHSh yif^^hl^l <WlRl 

^ '3^P!f^ ^ ^<Hifj^K ^(^Ri twiR ^ ^ >Jiin^n 1 '^tm ■PrRpTm^ ^<3«bf 

M^ i ^W R i Piv- 4^ I yi(^«h<% ’9TRft frsfin Trm^ ^ ’RmR-Rrof ^ wfftrfV ‘^' ’g^ ^ 

tH^r^n TTT^>R "RtwR^T 1 ^TT®FR^ ®fl+ii PiHi*!^ 6K1 ^ Rim^iR'^iT ^ <Wi ^0,RPFit ^ 

'sf^n % I 

20. Tf % '^ITH ’% wrf^ % 

ftiti ^ t, ^^0^ ^<«bK ^ 1 qiRf<F ftiti ■^‘ ’CRf ^ 

■^a^i wftr^ ’^tPN) ’^tRWptpt ^ ^afff % g^ % i 

4\M} ^ Ri^iiRvT 

21 . ^ft^T hRm?;; R^vsiRvif ^ g^i^i ^ ^ ^Pin ^ tr 

aTF®r^g^^ RhV ’*ftRT ^ gw f^ gp^ wtPt^ ^*\\ \ 

[m TT. 56/32/97-'5TT^a^T^H-I] 

■#. ^ftWTO, 


MINISTRY OF FINANCE 


(Department of Economic AD'airs) 

(Insurance Division) 

NOTIFICATION 

New Delhi, the 11th November, 1998 

G. S* R, 670(E).—In exercise of the powers conferred by sub-section (1) of Section 114 of the Insurance Act, 1938 (4 
of 1938) the Central Government hereby frames the following Rules, namely :— 

1. Short title,—These Rules maybe called the Rcdressal of Public Grievances Rules, 1998. 

2. Application.—These Rules shall apply to all the insurance companies operating in general insurance business and 
in life insurance business : 

Provided that the Central Government may exempt an Insurance company from the provisions of these Rules, if it is 
satisfied that an insurance company has already a grievance redrcssal machinery which fulfills the requirements of these 
Rules. 

3. The objects of these Rules arc to resolve all complaints relating to settlement of claim on the part of insurance 
companies in cost effectivo, efficient and Impartial manner. 
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4. DeflnldoiL—In these rules unless the context otherwise requires :— 

(a) '‘Act** means Insurance Act, 1938 ; 

(b) “committee” means an advisory conunittcc referred to in Rule 19 ; 

(c) “financial year'* means period oftwclve months commencing from the Istday of April of any year and ending on 
3 Ist day of March of the succeeding year; 

(d) “General Insurance Corporation of India” means a government company formed under sub-section (1) of section 
9 of the General Insurance Business (Nationalisation) Act, 1972 and shall include a subsidiary company of such 
company; 

(e) “governing body” means governing body of the Insurance Council constituted under sub-rule (1) of rule 5 ; 

(f) “Insurance Council** means the Life Insurance Council and the General Insurance Council referred to in section 
64C of the Act; 

(g) “Insurance Regulatory Authority*’ means a body established by Government of India vide Resolution No. 17(2)/ 
94 Ins. V dated 23-01-1996 to monitor the orderly growth of insurance industry ; 

(h) “Insurance Company” means the Life Insurance Corporation of India, the General Insurance Corporation of 
India and any other company which has been given a licence to cany on business of life insurance or of the 
general insurance, as the case may be; 

(i) “insured person” means an individual by whom or on whose behalf an insurance policy has been taken on 
personal lines; 

(j) “Life Insurance Corporation of India” means the Life Insurance Coiporation of India established under the Life 
Insurance Corporation Act, 1956; 

(k) “Personal lines” means an insurance policy taken or given in an Individual capacity; 

5. .Governing body of Insurance Council.—(1) There shall be a Governing Body of the Insurance Council which 
shall consist of one representative from each of the insurance companies. 

(2) The representatives of an insurance company shall ordinarily bc-Chairman or Managing Director or any one of 
the l3irectors of such company. 

(3) The Governing Body shall formulate its own procedure for conducting its business including the election of the 
Chairman. 

Provided that the Chairman of the Life Insurance Coiporation of India shall act as the first thairman of the govern¬ 
ing body. 

6. Ombudsman—(1) The governing body shall appoint one or more persons as ombudsman for the purpose of 
these rules. 

(2) The Ombudsman selected may be drawn from a wider circle including those who have experience or have been 
exposed to the industry, civil service, administrative service, etc. in addition to those drawn from judicial service. 

(3) An Ombudsman shall be appointed by the Governing Body from a panel prepared by the Committee consisting of— 

^a) Chairman of Insurance Regulatory Authority —Chairman 

(b) Two representatives of Insurance Council —Member 

including one each from the Life Insurance 

Business and from General Insurance Business 
respectively. 

(c) One t;cpresentatlvc of the Central Government —Member 

7. Term of CMflce.—An Ombudsman shall be appointed for a term of three years and shall be eligible for re-appointment 

Provided that no person shall hold office as such Ombudsman after he has attained the age of 65 years. 

8. Removal from Office,—(1) An Ombudsman may be removed from service for gross misconduct committed by 
him during his term of office. 

(2) The Governing Body may appoint such person as it thinks fit to conduct enquiry in relation to misconduct of the 
Ombudsman. 

(3) All enquiries on misconduct will be sent to Insurance Regulatory Authority which may take a decision as to the 
proposed action to be taken against the Ombudsman, 

(4) On recommendations of the Insurance Regulatory Authority If the Governing Body is of opinion that the Om¬ 
budsman is guilty of misconduct, it may terminate his services. 
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9. Remuneration etc. of Ombudsman.—(1) There shall be paid to Ombudsman a salary which is equal to the 
salary of the Judge of a High Court. 

(2) The other allowances and perquisites of the Ombudsman shall be such be such as may be specified by the Central 
Government. 

10. Territorial Jurisdiction of Ombudsman.—(1) The office of the Ombudsman shall be located at such place as 
may be ^ecified by the Insurance Council from time to time, 

(2) The Governing Body shall specify the territorial jurisdiction of each Ombudsman, 

(3) The Ombudsman may hold sitting at various places within his area of jurisdiction in order to expedite disposal of 
complaints. 

11. Staff.—(1) The Ombudsman shall have such secretarial staff as may be provided to him by the Insurance Coun¬ 
cil after having consultation with the Ombudsman. 

(2) The Ombudsman may engage the services of professional expert with a view to assist him in discharging his 
functions* 

(3) The salary, allowances and perquisites payable to Ombudsman, the salary, allowances and other benefits payable 
to the staff of the secretariat and all expenses incurred for the purposes of these rules shall be borne by the Insurance council. 

(4) The Ombudsman shall prepare the budget indicating the requirement of funds before the beginning of every 
financial year. 

(5) The budget of the office of Ombudsman will be sent to the Governing Body. 

(6) The Governing Body will finalise the budget in consultation with the Ombudsman and shall allocate the funds to 
the officc*of Ombudsman. 

(7) The total expenses on Ombudsman and his staff shall be incurred by the insurance companies who arc members 
of the insurance council In such proportion as may be decided by the Governing Body from time to time: 

Provided that till a decision is taken by the Governing Body, the entire expenditure shall be shared equally between 
the insurance companies in the life insurance business and general insurance business in equal proportion. 

(8) The share of expenditure which is to be incurred by each insurance company shall be in the ratio of premium 
income for the prevlou? year of such company. 

Explanation For the purpose of this sub-rule ^‘premium income’' means the gross direct premium income of the 
insurer without taking into account from time to time income on rcmsurance accqjtcd by the insurance company. 

12. Power of Ombudsman.—(1) The Ombudsman may receive and consider ;— 

(a) Complaints under rule 13; 

(b) any partial or total rq)udiation of claims by an insurer; 

(c) any dispute in regard to premium paid or payable in terms of the policy; 

(d) any dispute on the legal construction of the policies in so far as such disputes relate to claims; 

(c) delay in settlement of claims; 

(f) non-issue of any Insurance document to customers after receipt of premium. 

(2) The Ombudsman shall act as counsellor and mediator in matters which arc within his terms of reference and, iJ 
requested to do so in writing by mutual agreement by the insured person and insurance con^any, 

(3) The Ombudsman’s dedsion whether the con^laint is fit and proper for being considered by it or not shall hi 

final. 

13. Manner in which complaint is to be made ;—(1) Any person who has a grievance against an insurer, 
himself or through his legal heirs make a coiiq)laint in writing to the Ombudsman within whose jurisdiction the branch oi 
office of the insurer complaint against is located. 

(2) The complaint shall be in writing duly signed by the complainant or through his legal heirs and shall state clearl] 
the name and address of the con^lainant, the name of the branch or office of the insurer against which the complaint Is made 
the fact giving rise to con^laint supported by documents, if any, relied on by the complainant, the nature and extent of the losi 
caused to the complainant and the relief sought from the Ombudsman. 

(3) No con 5 )laint to the Ombudsman shall lie unless :~ 

(a) the con 5 )lainants had before making a complaint to the Ombudshtan made a written representation to the insure 
named in the complaint and cither insurer had rejected the complaint or the complainant had not received any reply within i 
period of one month after the insurer concerned received his representation or the conq)lainant is not satisfied with the repl; 
given to him by the insurer, 
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(b) the con^laint is made not later than one year after the insurer had rejected the representation or sent his final 
reply on the rq)resentatlon of the complainant; and 

(c) the con^)laint Is not on the same subject matter^ for which any proceedings before any court, or Consumer Forum, 
or arbitrator is pending or were so earlier. 

14. Ombudsman to act fairly and equitably ; (1) The Ombudsman may, If he deems fit, adopt a procedure other 
than mentioned in sub-rule (1) and (2) of Rule 13 for dealing with a claim : 

Provided that the Ombudsman may ask the parties for necessary papers in support of their respective claims and 
where he considers necessary, he may collect factual information available witli the insurance company. 

(2) The Ombudsman shall dispose of a complaint fairly and equitably. 

15. Recommendations made by the Ombudsman : (1) When a complaint is settled, tlirough mediation of the 
Ombudsman, undertaken by him in pursuance of request made in writing by complainant and insurer through mutual agree¬ 
ment, the Ombudsman,shall make a recommendation which he thinks fair in the circumstances of the case. The copies of the 
recommendation shall be sent to the complainant and the insurance company concerned. Such recommendation shall be made 
not later than one month from the date of the receipt of the complaint. 

(2) If a con:q}lainant accq)ts the recommendation of the Ombudsman, he will sent a communication in writing within 
15 days of the date of receipt of the recommendation, He will confirm his acceptance to Ombudsman and state clearly that the 
settlement reached is acceptable to him, in totally, in terms of recommendations made by the Ombudsman in full and final 
settlement of complaint, 

(3) The Ombudsman shall sent to the insurance company a copy of the recommendation along with the acceptance 
letter received from the complainant. The insurer shall thereupon comply with the terms of the recommendations immediately 
not later than 15 days of the receipt of such recommendation and the insurer shall inform the Ombudsman of its compliance. 

16. Award : (1) Where the complaint is not settled by agreement under Rule 15, the Ombudsman shall pass an 
award which he thinks fair in the facts and circumstances of a claim. 

(2) An award shall be in writing and shall state the amount awarded to the complainant: 

Provided that Ombudsman shall not award any conqjensation In excess of which is necessary to cover the loss 
suffered by the complainant as a direct consequence of the insured peril, or for an amount not exceeding rupees twenty lakhs 
(including ex-gratia and other expenses), whichever is lower. 

(3) The Ombudsman shall pass an award within a period of three months from the receipt of the complaint. 

(4) A copy of the award shall be sent to the complahmant and the insurer named in the complaint. 

(5) The complainant shall furnish to the insurer within a period of one month from the date of receipt of the award, 
a letter of acceptance that the award is in full and final settlement of his claim. 

(6) The insurer shall comply with the award within 15 days of the receipt of the acceptance letter under sub-rule (5) 
and it shall Intimate the compliance to the Ombudsman. 

17. ' Consequences of non-acceptance of award : If the complainant does not intimate the acceptance under sub-rule 
(5) of rule 16, the award may not be inq^lcmented by the insurance company. 

18. Power to make Ei-gratia payment : If the Ombudsman decerns fit, he may award an Ex-gratia payment. 
MISCELLANEOUS PROVISIONS; 

19. Advisory Committee : An Advisory Committee consisting of not exceeding five eminent persons shall be noti¬ 
fied by the Government to assist the Insurance Regulatory Authority to review the performance of the Ombudsman from time 
to time. The Insurance Regulatory Authority shall decide the time, venue and quorum of such meeting. The authority, after 
discussing the matter with the Governing Body, may recommend to Government appropriate proposals for effecting improve¬ 
ments in the functioning of Ombudsman. In the light of recommendations made by the Insurance regulatory Authority, the 
Government may carry out such amendments to these rules as they may deem fit. 

20. The Ombudsman shall furnish a report every year containing a general review of the activities of the office of the 
Ombudsman during preceding financial year to the Central Government and such other information as may be considered 
necessary by it. In the Annual Report, the Ombudsman will make an annual review of the quality of services rendered by the 
insurer and make recommendations to improve these services. 

21. Recommendation of the Insurance Council : The Insurance Council may suggest to the Ombudsman such 
recommendations as it deems fit and which in its opinion will enhence the utility of the annual report and also so that the 
objectives of the rules are clearly analysed in terms of the activities in the year under review. Suggestion for long term 
inq)rovement of insurance sector will be incorporated by the Ombudsmari in his rq)ort. 

[F. No. 56/32/97-Ins. I] 
D. C. SRIVASTAVA, Director 
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